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HMHS Marketing DepartmentHMHS Marketing Department
•• IntroductionIntroduction
•• Development ProcessDevelopment Process
•• Fulfillment ProcessFulfillment Process
•• EvolutionEvolution
•• Web Site ResourcesWeb Site Resources
•• Web StatsWeb Stats
•• TPRADFM UpdateTPRADFM Update



HMHS Marketing DepartmentHMHS Marketing Department

•• Organized within HMHS Operations Organized within HMHS Operations 
•• Supports corporate efforts to:Supports corporate efforts to:

–– Work collaboratively with military and Work collaboratively with military and 
civilian healthcare professionals civilian healthcare professionals 

–– Develop innovative health care solutions Develop innovative health care solutions 
–– Provide superb customer serviceProvide superb customer service
–– Maintain and enhance the HMHS website.  Maintain and enhance the HMHS website.  



HMHS Marketing DepartmentHMHS Marketing Department

•• Supports internal HMHS departmentsSupports internal HMHS departments
such as:such as:

–– Provider RelationsProvider Relations
–– Medical AffairsMedical Affairs
–– PharmacyPharmacy
–– Network DevelopmentNetwork Development
–– Billing and EnrollmentBilling and Enrollment



Material Development for...Material Development for...



HMHS Marketing DepartmentHMHS Marketing Department

•• Develop materials aimed at Develop materials aimed at 
educating both:educating both:

ProvidersProviders BeneficiariesBeneficiaries



Materials Development ProcessMaterials Development Process

•• Project ideas originate from:Project ideas originate from:

–– HMHS Marketing Department’s HMHS Marketing Department’s 
quarterly board meetingsquarterly board meetings

–– Individual requestsIndividual requests



Materials Development ProcessMaterials Development Process
•• Project StartProject Start--upup

–– HMHS Marketing Department holds HMHS Marketing Department holds 
quarterly beneficiary and provider board quarterly beneficiary and provider board 
meetings to collaborate on future materials meetings to collaborate on future materials 
development.development.



Materials Development ProcessMaterials Development Process
•• Beneficiary BoardBeneficiary Board

–– Members include: Members include: 

•• HMHS Department HeadsHMHS Department Heads

•• HMHS Marketing StaffHMHS Marketing Staff

•• HMHS Field AssociatesHMHS Field Associates

•• Lead Agent Lead Agent 
Marketing RepresentativesMarketing Representatives



Materials Development ProcessMaterials Development Process
•• Beneficiary BoardBeneficiary Board

–– Members discuss development of:Members discuss development of:

•• NewslettersNewsletters

•• New ProjectsNew Projects

•• On Hold Messages On Hold Messages 

•• Monthly Base ArticlesMonthly Base Articles

•• EOB Tipsheet, etc.EOB Tipsheet, etc.



Materials Development ProcessMaterials Development Process
•• Provider BoardProvider Board

–– Members include:Members include:

•• HMHS Department HeadsHMHS Department Heads

•• HMHS Marketing StaffHMHS Marketing Staff

•• HMHS Field AssociatesHMHS Field Associates

•• Lead Agent RepresentativesLead Agent Representatives

•• HMHS Medical DirectorsHMHS Medical Directors



Materials Development ProcessMaterials Development Process

•• Provider BoardProvider Board

–– Network ProvidersNetwork Providers

•• NewslettersNewsletters

–– Members discuss development of:Members discuss development of:

•• Project UpdatesProject Updates

–– Non Network ProvidersNon Network Providers

•• New ProjectsNew Projects



Materials Development ProcessMaterials Development Process
•• Project StartProject Start--upup

–– Individuals may also request specific Individuals may also request specific 
project development project development 

•• Whether an idea is initiated at a board Whether an idea is initiated at a board 
meeting or by an individual, all projects meeting or by an individual, all projects 
then follow the same process.then follow the same process.

–– A marketing project manager then A marketing project manager then 
meets with the individual to review meets with the individual to review 
process, timeline, potential obstacles, process, timeline, potential obstacles, 
material and data requirementsmaterial and data requirements



Materials Development ProcessMaterials Development Process

•• WriteWrite
–– Assign stories to specific authorsAssign stories to specific authors
–– Document sources as necessary Document sources as necessary 

•• Internal reviewInternal review
–– A select group of subject matter experts review all A select group of subject matter experts review all 

printed provider/beneficiary materialsprinted provider/beneficiary materials
–– Apply changes as recommendedApply changes as recommended

•• Lead Agent reviewLead Agent review
–– Send final version to Lead Agent office for reviewSend final version to Lead Agent office for review
–– Apply changes as necessaryApply changes as necessary



Materials Development ProcessMaterials Development Process
•• DesignDesign

–– Meet with agency on project designMeet with agency on project design
•• Vendor selectionVendor selection

–– Submit three bid requests for print/mail Submit three bid requests for print/mail 
vendorsvendors

•• ProductionProduction
–– Proof, print, ship materialsProof, print, ship materials
–– Place .pdf on HMHS WebsitePlace .pdf on HMHS Website

•• MailMail
–– Provide data file to vendorProvide data file to vendor

•• FollowFollow--upup
–– Send FYIs to update listSend FYIs to update list



Materials Development ProcessMaterials Development Process

•• Ongoing review and reproduction of Ongoing review and reproduction of 
over 100 existing marketing products over 100 existing marketing products 
including:including:
-- brochures, newsletters, enrollment kits, brochures, newsletters, enrollment kits, 
folders, envelopes, specialty items, folders, envelopes, specialty items, 
posters, change order kits (TSRx, TFL, posters, change order kits (TSRx, TFL, 
TPRADFM, etc.), individual pieces to kits TPRADFM, etc.), individual pieces to kits 
-- cover letters, envelopes, enrollment cover letters, envelopes, enrollment 
forms, etc. forms, etc. 



Actual Printed ExamplesActual Printed Examples
BeneficiaryBeneficiary ProviderProvider

Materials Development ProcessMaterials Development Process



•• Placement of provider and beneficiary Placement of provider and beneficiary 
materials on the HMHS website is the final materials on the HMHS website is the final 
step in the materials production processstep in the materials production process

Materials Development ProcessMaterials Development Process



•• Beneficiaries obtain and/or request Beneficiaries obtain and/or request 
materials in one of three ways:materials in one of three ways:

Materials Distribution ProcessMaterials Distribution Process

- Visit the TSC

- HMHS web site

- Telephone via the Interactive 
Voice Response System (IVR)



•• TSCs use technology to request bulk TSCs use technology to request bulk 
materials online via the HMHS Intranet materials online via the HMHS Intranet 
home page. home page. 

Materials Distribution ProcessMaterials Distribution Process
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•• WarehousesWarehouses
bulk materialbulk material

•• Assemble  all Assemble  all 
enrollment kitsenrollment kits

••Supplies Supplies 
material request material request 
made by each TSC made by each TSC 

••Ships provider Ships provider 
directory and/or directory and/or 
a prea pre--assembled assembled 
enrollment kit enrollment kit 
directly to a directly to a 
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Materials Distribution ProcessMaterials Distribution Process



Materials EvolutionMaterials Evolution
•• Originally beneficiaries visited a TSCOriginally beneficiaries visited a TSC

or contacted a BSR to request printed or contacted a BSR to request printed 
materials. materials. 



Materials EvolutionMaterials Evolution
•• Now users can access the HMHS Web SiteNow users can access the HMHS Web Site

for updated information as an alternative for updated information as an alternative 
to requesting the actual printed product.to requesting the actual printed product.



•• OrganizationOrganization
Web Site ResourcesWeb Site Resources



Beneficiary ResourcesBeneficiary Resources



Web Site ResourcesWeb Site Resources
•• Online Beneficiary ServicesOnline Beneficiary Services

PAYMENT

CHECK YOUR CLAIMS

FIND A PROVIDER

DOWNLOAD FORMS

CONTACT  US



•• Beneficiaries can now pay their annual Beneficiaries can now pay their annual 
enrollment or quarterly fees onlineenrollment or quarterly fees online

Web Site ResourcesWeb Site Resources



Materials EvolutionMaterials Evolution
•• Provider DirectoriesProvider Directories

–– Currently 35+ versions producedCurrently 35+ versions produced

–– Linear printing in bulk / warehoused Linear printing in bulk / warehoused 
–– Data updated on 12 month cycle (yearly)Data updated on 12 month cycle (yearly)

–– Request filled from bulk supply  Request filled from bulk supply  



Materials EvolutionMaterials Evolution
•• Provider Directories Provider Directories (Proposed Approach)(Proposed Approach)

•• 1200% improvement over linear process1200% improvement over linear process

-- Provides capability to replenish data each Provides capability to replenish data each 
month (12 x), instead of yearly (1x)month (12 x), instead of yearly (1x)

-- Allows actual demand to be printed monthlyAllows actual demand to be printed monthly
-- Incorporating “Print on Demand” techniqueIncorporating “Print on Demand” technique



•• Provider LocatorProvider Locator

Web Site ResourcesWeb Site Resources



•• Provider LocatorProvider Locator
Web Site ResourcesWeb Site Resources



•• Provider LocatorProvider Locator
Web Site ResourcesWeb Site Resources



•• Provider LocatorProvider Locator
Web Site ResourcesWeb Site Resources



Provider ResourcesProvider Resources



Web Page EvolutionWeb Page Evolution



Web Page EvolutionWeb Page Evolution



DoD ResourcesDoD Resources



Web Page EvolutionWeb Page Evolution



Web Page EvolutionWeb Page Evolution



Web Page EvolutionWeb Page Evolution



Monthly Web FactsMonthly Web Facts

•• Visitor Sessions Visitor Sessions 
–– 78,43878,438

•• Unique Visitors Unique Visitors 
–– 25,345 or 32%25,345 or 32%

•• Provider Locator VisitsProvider Locator Visits
–– 14,802 hits14,802 hits

•• Material RequestsMaterial Requests
–– 36883688

•• Enrollment Forms DownloadedEnrollment Forms Downloaded
–– 1,0121,012

June 2002June 2002



TPRADFM UpdateTPRADFM Update

•• MailingMailing

•• Web Site linkWeb Site link

•• BriefingBriefing

•• MaterialsMaterials



Our goal is to be the Most Our goal is to be the Most 

Trusted Name in Military Trusted Name in Military 

Health SolutionsHealth Solutions


